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MAYOR'S OFFICE OF INFORMATION TECHNOLOGY
CITISTAT
REPORTING PERIOD: September 1, 2001 through September 14, 2001

Department Head: Elliot Schlanger

MOIT Management Team

Administration - Michael Barocca

GIS- Bill Ballard
Operations - Paul Pupek

Systems & Programming - Mary Gordon

Tech Services - William Berg

Date Appointed: April 1999

PERSONNEL FY 2002 FY 2002 ANNUAL BUDGET EXPENDED PERCENT
BUDGETED FILLED FY2002 TO DATE* UTILIZED
ADMINISTRATION 10 6 ADMINISTRATION $1,160,596 $71,708  6.2%
GIS 3 - GIS $214,691 $0  0.0%
OPERATIONS 36 33 OPERATIONS  $3,782,019 $263,296  7.0%
SYSTEMS & PROGRAMMING 23 20 SYSTEMS & PROGRAMMING  $1,508,613 $120,427  8.0%
TECH SERVICES 12 9 TECH SERVICES $788,882 $112,139  14.2%
TOTAL 84 68 TOTAL $7,454,801 $567,569  7.6%
* Expenditures as of August, 2001
PERSONNEL DATA
TwoO-WEEK REPORTING PERIODS YEAR-TO-DATE
7/21-8/3 8/4-8/17 8/18-8/31 9/1-9/14 % Change Average Minimum Maximum Total Periods
OVERTIME (HOURS) 97.3 120.2 72.4 91.5 26.4% 118.5 41.9 256.0 947.6 8
Administration 6.0 0.0 0.0 0.0 0.0% 3.1 0.0 16.1 24.6 8
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Operations 91.3 120.2 72.4 91.5 26.4% 114.9 41.9 239.9 919.3 8
Systems & Programming| 0.0 0.0 0.0 0.0 0.0% 0.3 0.0 2.0 2.0 8
Tech Services 0.0 0.0 0.0 0.0 0.0% 0.2 0.0 1.7 1.7 8
lUNSCHEDULED LEAVE (DAYS 10.0 0.2 4.7 9.1 94.8% 4.7 0.2 10.0 38.0 8
Administration 0.0 0.2 0.6 5.0 760.5% 0.7 0.0 5.0 5.8 8
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Operations 10.0 0.0 4.1 4.1 0.0% 3.3 0.0 10.0 26.2 8
Systems & Programming| 0.0 0.0 0.0 0.0 0.0% 0.4 0.0 1.0 3.0 8
Tech Services 0.0 0.0 0.0 0.0 0.0% 0.4 0.0 3.0 3.0 8
DISABILITY (DAYS) 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Administration 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Operations 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Systems & Programming| 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Tech Services 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
LIGHT DUTY (DAYYS) 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Administration 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
GIS 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Operations 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Systems & Programming| 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
Tech Services] 0.0 0.0 0.0 0.0 0.0% 0.0 0.0 0.0 0.0 8
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Volume 1 Number 1 MOIT
e EMPLOYEE LEAVE SUMMARY
CITISTAT MAYOR'SOFFICE OF INFORMATION TECHNOLOGY
REPORTING PERIOD: September 1, 2001 through September 14, 2001
REQUIRED | SCHEDULED | UNSCHEDULED | Sick ACCIDENT | PERMISSION PERSONAL | Comp | FamiLy X w/
EMPLOYEES | \\/ork-Davs Sick Sick Bank | SICKX [ Xuwseroveo | o Leave | VACATION LEAVE TiMe | Leave |perwnssion| TOTALS
Administration 6 60 0.0 0.0 0.0 0.0 5.0 0.0 0.0 1.0 0.0 6.2 0.0 0.0 12.2
GIS 0 0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0
Operations 33 330 3.0 4.0 0.0 0.0 0.1 0.0 3.0 40.5 4.0 5.6 0.0 0.0 60.2
Systems & Programming 19 190 0.0 0.0 0.0 0.0 0.0 0.0 2.0 20.0 1.0 0.6 0.0 0.0 23.6
Tech Services 9 90 0.0 0.0 0.0 0.0 0.0 0.0 0.0 10.0 0.5 35 0.0 0.0 14.0
Total 67 670 3.0 4.0 0.0 0.0 51 0.0 5.0 715 55 15.9 0.0 0.0 110.0
REPORTING PERIOD: August 18, 2001 through August 31, 2001
REQUIRED | SCHEDULED | UNSCHEDULED | Sick ACCIDENT | PERMISSION PERSONAL | Comp | FamiLy X wf
EMPLOYEES | \\/ork-Davs Sick Sick Bank | SICKX [ Xuwseroveo | = o Leave | VACATION LEAVE TiMe | Leave |perwnssion| TOTALS
Administration 6 60 0.0 0.0 0.0 0.0 0.6 0.0 0.0 0.0 0.0 12.5 0.0 0.0 13.0
GIS 0 0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0
Operations 33 330 3.0 4.0 0.0 0.0 0.1 0.0 1.0 30.5 5.7 11.1 0.0 0.0 55.4
Systems & Programming 19 190 2.0 0.0 0.0 0.0 0.0 0.0 0.0 27.6 3.2 6.3 0.0 0.0 39.1
Tech Services 9 90 3.1 0.0 0.0 0.0 0.0 0.0 0.0 55 1.0 18.1 0.0 0.0 27.7
Total 67 670 8.1 4.0 0.0 0.0 0.7 0.0 1.0 63.6 9.9 47.9 0.0 0.0 135.2
Change from Last Period
REQUIRED | SCHEDULED | UNSCHEDULED | Sick ACCIDENT | PERMISSION PERSONAL | Comp | FamiLy X w/
EMPLOYEES | \\/ork-Davs Sick Sick Bank | SICKX [ Xuwseroveo | o Leave | VACATION LEAVE TiMe | Leave |perwnssion| TOTALS
Administration - - - - - - 760.5% - - -l (50.2%) - - -0.1
GIS - - - - - - - - - - - - - - 0.0
Operations - - - - - - (1.3%) - 200.0% 32.8% (29.8%)| (49.6%) - - 0.1
Systems & Programming - - (100.0%) - - - - - (27.5%) (68.8%)| (90.3%) - - -0.4
Tech Services : T (100.0%) : : : : : : 818%|  (50.0%)| (80.5%) : : 05
Total - - (63.0%) - - - 667.2% 1 400.0% 124%|  (44.4%)| (66.8%) : : 02
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BALTIMORE
CITISTAT

MAYOR'S OFFICE OF INFORMATION TECHNOLOGY

REPORTING PERIOD: September 1, 2001 through September 14, 2001

MOIT Service Requests

MOIT

TwO-WEEK REPORTING PERIODS

YEAR-TO-DATE

07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Total Created 279 229 275 491 78.55% 306.00 229 491 1,530 5
Email 66 30, 48 30, -37.50% 40.60 29 66 203 5]
Hardware 57 55 47 343 629.79% 114.00 47 343 570 5]
MAC's| 14 20, 24 23 -4.17%) 21.20 14 25 106 5]
Network 45 26 47 37 -21.28% 40.00 26 47 200 5]
Software| 97 98 109 58 -46.79% 90.20 58 109 451 5|
Total Closed 262 193 326 487 49.39% 304.80 193 487 1,524 5]
Email 61 25 55 34 -38.18% 40.80 25 61 204 5]
Hardware 51 44 61 342 460.66% 113.20 44 342 566 5]
MAC's| 14 17 26 18 -30.77% 20.00 14 26 100 5]
Network 43 20, 57 33 -42.11% 39.60 20, 57 198 5]
Software| 93 87 127 60) -52.76% 91.20 60) 127 456 5]
Total Open 17 54 6 8 33.33% 17.00 0 54 85 5]
Email 5 11 1 1 0.00%) 3.60 0 11 18 5]
Hardware 6 17 0 2 5.00 0 17 25 5]
MAC's| 0 3 0 1 0.80 0 3 4 5]
Network 2 8 1 4 300.00% 3.00 0 8 15 5]
Software| 4 15 4 0) -100.00% 4.60 0) 15 23 5|
Average Resolution Time (Days) 2.46 1.65 3.25 1.61 -50.53% 2.32 1.61 3.25 N/A 5]
Email 2.95 1.62 2.25 4.22 87.56% 271 1.62 4.22 N/A 5]
Hardware 3.22 2.42 5.05 0.68 -86.53% 2.80 0.68 5.05 N/A 5]
MAC's| 2.10 1.38 3.42 3.53 3.22% 2.53 1.38 3.53 N/A 5]
Network 197 2.55 2.65 2.79 5.28% 2.54 1.97 2.79 N/A 5]
Software| 2.01 1.12 3.06 4.20 37.25% 2.63 1.12 4.20 N/A 5]
Average Time Open (Days) 0.00 0.00 5.55 7.07 27.40% 6.31 5.55 7.07 N/A 2|
Email 0.00 0.00 0.00 21.38 10.69 0.00 21.38 N/A 2|
Hardware 0.00 0.00 0.00 2.57 1.29 0.00 2.57 N/A 2|
MAC's| 0.00 0.00 0.00 3.61 1.81 0.00 3.61 N/A 2|
Network 0.00 0.00 0.00 6.60 3.30 0.00 6.60 N/A 2|
Software| 0.00 0.00 8.32 0.00 -100.00% 4.16 0.00 8.32 N/A 2|
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BALTIMORE
CITISTAT MAYOR'S OFFICE OF INFORMATION TECHNOL OGY
REPORTING PERIOD: September 1, 2001 through September 14, 2001
Service Requests by Agency
TwO-WEEK REPORTING PERIODS _ YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Total Created 279 229 275 491 78.55% 306.00 229 491 1,530 5]
Department of Finance| 9 14 11 5 -54.55% 8.20 2 14 41 5
Department of Health 102 81 66 56 -15.15% 68.60 38 102 343 5]
Department of Public Works| 44 38 45 337 648.89% 100.80 38 337 504 5
Mayor's Office 40 24 80 31 -61.25% 42.60 24 80 213 5]
Mayor's Office of Information Tech 39 17 15 6 -60.00% 28.40 6 65 142 5
Other 45 55 58 56 -3.45% 57.40 45 73 287 5
Total Closed 262, 193 326 487 49.39% 304.80 193 487 1,524 5
Department of Finance| 8 12 14 5 -64.29% 8.20 2 14 41 5]
Department of Heath 95 68 84 53 -36.90% 67.60 38 95 338 5
Department of Public Works| 40 34 52 331 536.54% 99.40 34 331 497 5]
Mayor's Office| 39 22 86 31 -63.95% 43.20 22 86 216 5
Mayor's Office of Information Tech 37 13 20 13 -35.00% 29.60 13 65 148 5
Other 43 44, 70 54, -22.86% 56.80 43 73 284 5]
Total Open 17 54 6 8 33.33% 17.00 0 54 85 5]
Department of Finance| 1 3 0 0 0.00% 0.80! 0 3 4 5
Department of Heath 7 20, 2 3 50.00% 6.40 0 20 32 5]
Department of Public Works| 4 8 1 3 200.00% 3.20 0 8 16 5
Mayor's Office 1 3 0 0 0.00%) 0.80 0 3 4 5]
Mayor's Office of Information Tech 2 6 1 1 0.00% 2.00 0 6 10 5
Other 2 14 2 1 -50.00% 3.80 0 14 19 5
Average Resolution Time (Days) 2.46 1.65 3.25 1.61 -50.45% 2.45 1.61 3.27 N/A 5|
Department of Finance| 2.30 1.60 5.26 8.40 59.70% 3.99 1.60 8.40 N/A 5]
Department of Heath 2.40 1.80 4.16 5.39 29.57% 3.33 1.80 5.39 N/A 5
Department of Public Works| 2.80 2.40 3.33 0.36 -89.19% 242 0.36 3.33 N/A 5]
Mayor's Office| 2.30 1.70 1.19 0.68 -42.86% 1.71) 0.68 2.70 N/A 5
Mayor's Office of Information Tech 2.00 1.90 4.45 6.58 47.87% 3.45 1.90 6.58 N/A 5)
Other 2.87 0.75 3.89 4.28 10.03% 2.93 0.75 4.28 N/A 5]
Average Time Open (Days) 0.00 0.00 5.55 7.07 27.46% 6.31 5.55 7.07 N/A 2|
Department of Finance| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Department of Heath 0.00 0.00 10.03 8.85 -11.76% 9.44 8.85 10.03 N/A 2|
Department of Public Works| 0.00 0.00 0.00 2.26 1.13 0.00 2.26 N/A 2
Mayor's Office 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Mayor's Office of Information Tech 0.00 0.00 0.00 21.63 10.82 0.00 21.63 N/A 2
Other 0.00 0.00 6.61 1.60 -75.79% 411 1.60 6.61 N/A 2
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BALTIMORE
CITISTAT MAYOR'S OFFICE OF INFORMATION TECHNOL OGY
REPORTING PERIOD: September 1, 2001 through September 14, 2001
Total Created Service Requests by Agency
TwO-WEEK REPORTING PERIODS YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Total Created 279 229 275 491 78.55% 306.00 229 491 1,530 5
Accounting 1 2 0 4 2.40 0 5 12 5)
Audits| 0 0 1 0 -100.00% 0.20 0 1 1 5
Baltimore City Arena 0 0 0 0 0.00% 0.00 0 0 0 5)
Baltimore City College]| 0 0 0 0 0.00% 0.00 0 0 0 5
Baltimore City Zoo| 0 0 0 0 0.00%) 0.00 0 0 0 5]
Baltimore Development Corporation 3 0 0 1 2.20 0 7 11 5
Baltimore Reads| 0 0 0 0 0.00%) 0.00 0 0 0 5]
Bureau of Accounting & Payroll 2 2 0 0 0.00% 2.60 0 9 13 5
Bureau of Budget & Mgmt Research 0 0 0 1 0.20 0 1 1 5)
Bureau of Collections| 0 0 0 1 0.40 0 1 2 5
Bureau of Purchasing 14 12 21 11 -47.62% 13.60 10 21 68 5]
Bureau of Treasury Management 0 0 5 0 -100.00% 1.00 0 5 5 5
Circuit Court of Baltimore 2 2 0 0 0.00%) 1.20 0 2 6 5]
Citistat 0 0 1 0 -100.00% 0.20 0 1 1 5
City Council 0 0 0 0 0.00%) 0.00 0 0 0 5]
Comm of Hist & Arch Preservation 0 0 0 0 0.00% 0.00 0 0 0 5
Commission of the Aging 1 0 1 1 0.00% 0.60 0 1 3 5
Community Comp Prog Hot Spot 0 0 0 0 0.00% 0.00 0 0 0 5|
Community Relations Commission 0 0 0 0 0.00% 0.20 0 1 1 5
Community Services| 0 3 0 0 0.00% 0.80 0 3 4 5
Convention Center 0 0 0 0 0.00% 0.00 0 0 0 5
Coop Extension Service| 0 0 0 0 0.00% 0.00 0 0 0 5
Credit Union 0 0 0 0 0.00%) 0.20 0 1 1 5]
Department of Comptroller 0 0 0 0 0.00% 0.00 0 0 0 5
Department of Education 0 1 0 0 0.00% 0.60 0 2 3 5)
Department of Finance| 9 14 11 5 -54.55% 8.20 2 14 41 5
Department of Health 102 81 66 56 -15.15% 68.60 38 102 343 5]
Department of Housing & Comm Dev 1 0 1 0 -100.00% 0.40 0 1 2 5
Department of Law 4 4 0 7 3.20 0 7 16 5]
Department of Personnel 0 0 0 0 0.00% 0.40 0 2 2 5
Department of Planning 2 4 2 7 250.00% 3.80 2 7 19 5
Department of Public Works| 44 39 45 337 648.89% 101.00 39 337 505 5
Department of Rec and Parks| 0 0 0 1 0.20 0 1 1 5
Department of Zoning 1 3 4 3 -25.00% 2.40 1 4 12 5
Domestic Violence Coord Counsel 0 0 0 0 0.00%) 0.00 0 0 0 5]
Employee Retirement System 0 0 0 0 0.00% 0.00 0 0 0 5
Empower Baltimore Mgmt Corp 0 0 0 0 0.00% 0.00 0 0 0 5
Enoch Pratt Free Library 0 0 0 0 0.00% 0.00 0 0 0 5
Fire Department 0 0 0 1 0.40 0 1 2 5)
Housing Authority Batimore City 0 1 0 1 0.60 0 1 3 5
Labor Commission 1 0 4 0 -100.00% 1.20 0 4 6 5]
Legidative Reference) 2 0 0 0 0.00% 0.40 0 2 2 5
Liguor License Commission 1 0 0 0 0.00% 0.20 0 1 1 5
Mayor's Advise Comm Art & Cult 0 0 0 0 0.00% 0.20 0 1 1 5
Mayor's Office 40 23 80 31 -61.25% 42.40 23 80 212 5]
Mayor's Office of Cable & Comm 0 0 0 0 0.00% 0.00 0 0 0 5
Mayor's Office of Child, Y outh, Fam 1 0 6 4 -33.33% 2.20 0 6 11 5
Mayor's Office of Information Tech 39 17 15 11 -26.67% 29.40 11 65 147 5
Mayor's Office of State Relations| 0 0 0 0 0.00% 0.00 0 0 0 5)
Mayor's Office on Criminal Justice 0 5 3 2 -33.33% 2.60 0 5 13 5
Municipal Post Office| 0 0 0 0 0.00%) 0.60 0 3 3 5]
Municipal Telephone Exchange| 0 0 1 1 0.00% 0.40 0 1 2 5
Museum of Art 0 0 0 0 0.00%) 0.00 0 0 0 5]
Parking Authority 4 0 3 0 -100.00% 2.20 0 4 11 5
Police Department 0 0 0 2 0.40 0 2 2 5
Print Shop| 0 1 0 0 0.00% 1.60 0 7 8 5
Real Estate| 0 0 0 0 0.00%) 0.00 0 0 0 5]
RISK 0 1 0 1 0.60 0 1 3 5
Sheriff's Department 4 11 3 1 -66.67% 4.20 1 11 21 5]
State's Attorney Officel 0 0 0 0 0.00% 0.00 0 0 0 5
Supervisor of Elections| 0 2 2 1 -50.00% 1.00 0 2 5 5
Systems and Programming 0 1 0 0 0.00% 0.20 0 1 1 5
Transfer Tax 0 0 0 0 0.00%) 0.00 0 0 0 5]
Wage Commission 1 0 0 0 0.00% 0.40 0 1 2 5
War Memorial Commission| 0 0 0 0 0.00% 0.20 0 1 1 5

Page 3




Volume 1 Number 1 MOIT
BALTIMORE
CITISTAT MAYOR'S OFFICE OF INFORMATION TECHNOL OGY
REPORTING PERIOD: September 1, 2001 through September 14, 2001
Total Closed Service Requests by Agency
TwO-WEEK REPORTING PERIODS YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Total Closed 262 193 326 487 49.39% 304.80 193 487 1,524 5]
Accounting 1 2 0 4 2.40 0 5 12 5
Audits| 0 0 0 1 0.20 0 1 1 5]
Baltimore City Arenal 0 0 0 0 0.00% 0.00 0 0 0 5
Baltimore City College| 0 0 0 0 0.00%) 0.00 0 0 0 5]
Baltimore City Zoo 0 0 0 0 0.00% 0.00 0 0 0 5
Baltimore Development Corporation 3 0 0 1 2.20 0 7 11 5
Baltimore Reads 0 0 0 0 0.00% 0.00 0 0 0 5
Bureau of Accounting & Payroll 2 2 0 0 0.00% 2.60 0 9 13 5
Bureau of Budget & Mgmt Research 0 0 0 1 0.20 0 1 1 5
Bureau of Collections 0 0 0 1 0.40 0 1 2 5]
Bureau of Purchasing 14 12 17 13 -23.53% 13.20 10 17 66 5
Bureau of Treasury Management 0 0 5 0 -100.00% 1.00 0 5 5 5
Circuit Court of Baltimore| 2 2 0 0 0.00% 1.20 0 2 6 5
Citistat 0 0 1 0 -100.00% 0.20 0 1 1 5]
City Council 0 0 0 0 0.00% 0.00 0 0 0 5
Comm of Hist & Arch Preservation 0 0 0 0 0.00%) 0.00 0 0 0 5]
Commission of the Aging 0 0 2 1 -50.00% 0.60 0 2 3 5
Community Comp Prog Hot Spot 0 0 0 0 0.00% 0.00 0 0 0 5
Community Relations Commission 0 0 0 0 0.00% 0.20 0 1 1 5
Community Services| 0 3 0 0 0.00%) 0.80 0 3 4 5]
Convention Center 0 0 0 0 0.00% 0.00 0 0 0 5
Coop Extension Service 0 0 0 0 0.00% 0.00 0 0 0 5
Credit Union 0 0 0 0 0.00% 0.20 0 1 1 5
Department of Comptroller 0 0 0 0 0.00% 0.00 0 0 0 5)
Department of Education 0 1 0 0 0.00% 0.60 0 2 3 5
Department of Finance| 8 12 14 5 -64.29% 8.20 2 14 41 5]
Department of Heath 95 68 86 53 -38.37% 68.00 38 95 340 5
Department of Housing & Comm Dev 1 0 1 0 -100.00% 0.40 0 1 2 5)
Department of Law 4 3 2 7 250.00% 3.40 1 7 17 5
Department of Personnel 0 0 0 0 0.00% 0.40 0 2 2 5
Department of Planning 2 3 3 7 133.33% 3.80 2 7 19 5
Department of Public Works| 40 34 49 331 575.51% 98.80 34 331 494 5]
Department of Rec and Parks| 0 0 0 1 0.20 0 1 1 5
Department of Zoning 1 3 4 1 -75.00% 2.00 1 4 10, 5
Domestic Violence Coord Counsel 0 0 0 0 0.00% 0.00 0 0 0 5
Employee Retirement System| 0 0 0 0 0.00% 0.00 0 0 0 5
Empower Baltimore Mgmt Corp| 0 0 0 0 0.00% 0.00 0 0 0 5
Enoch Pratt Free Library 0 0 0 0 0.00%) 0.00 0 0 0 5]
Fire Department 0 0 0 1 0.40 0 1 2 5
Housing Authority Baltimore City 0 1 0 0 0.00% 0.40 0 1 2 5)
Labor Commission 1 0 4 0 -100.00% 1.20 0 4 6 5
L egislative Reference 2 0 0 0 0.00% 0.40 0 2 2 5
Liquor License Commission 1 0 0 0 0.00% 0.20 0 1 1 5
Mayor's Advise Comm. Art & Cult 0 0 0 0 0.00% 0.20 0 1 1 5
Mayor's Office| 39 22 91 31 -65.93% 44.20 22 91 221 5
Mayor's Office of Cable & Comm. 0 0 0 0 0.00% 0.00 0 0 0 5
Mayor's Office of Child, Y outh, Fam 1 0| 6 5 -16.67%) 2.40 0| 6 12 5|
Mayor's Office of Information Tech 37 13 20 13 -35.00% 29.60 13 65 148 5)
Mayor's Office of State Relations 0 0 0 0 0.00% 0.00 0 0 0 5
Mayor's Office on Criminal Justice 0 4 4 2 -50.00% 2.60 0 4 13 5)
Municipa Post Office 0 0 0 0 0.00% 0.60 0 3 3 5
Municipal Telephone Exchange| 0 0 0 1 0.20 0 1 1 5
Museum of Art 0 0 0 0 0.00% 0.00 0 0 0 5
Parking Authority| 4 0 3 2 -33.33% 2.60 0 4 13 5]
Police Department 0 0 0 1 0.20 0 1 1 5
Print Shop 0 1 0 0 0.00%) 1.60 0 7 8 5]
Real Estate 0 0 0 0 0.00% 0.00 0 0 0 5
RISK 0 1 0 1 0.60 0 1 3 5]
Sheriff's Department 3 3 12 2 -83.33% 4.40 2 12 22 5
State's Attorney Officel 0 0 0 0 0.00% 0.00 0 0 0 5
Supervisor of Elections| 0 2 2 1 -50.00% 1.00 0 2 5 5
Systems and Programming 0 1 0 0 0.00% 0.20 0 1 1 5
Transfer Tax 0 0 0 0 0.00% 0.00 0 0 0 5
Wage Commission 1 0 0 0 0.00% 0.40 0 1 2 5
War Memorial Commission| 0 0 0 0) 0.00%) 0.20 0 1 1 5]
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BALTIMORE
CITISTAT MAYOR'S OFFICE OF INFORMATION TECHNOL OGY
REPORTING PERIOD: September 1, 2001 through September 14, 2001
Total Open Service Requests by Agency
TwO-WEEK REPORTING PERIODS YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Total Open 17 54 6 8 33.33% 17.00 0 54 85 5
Accounting 0 0 0 0 0.00%) 0.00 0 0 0 5]
Audits| 0 0 0 0 0.00% 0.00 0 0 0 5
Baltimore City Arena| 0 0 0 0 0.00% 0.00 0 0 0 5)
Baltimore City College]| 0 0 0 0 0.00% 0.00 0 0 0 5
Baltimore City Zoo| 0 0 0 0 0.00%) 0.00 0 0 0 5]
Baltimore Devel opment Corporation 0 0 0 0 0.00% 0.00 0 0 0 5
Baltimore Reads| 0 0 0 0 0.00%) 0.00 0 0 0 5]
Bureau of Accounting & Payroll 0 0 0 0 0.00% 0.00 0 0 0 5
Bureau of Budget & Mgmt Research 0 0 0 0 0.00% 0.00 0 0 0 5
Bureau of Collections| 0 0 0 0 0.00% 0.00 0 0 0 5
Bureau of Purchasing 0 0 1 1 0.00% 0.40 0 1 2 5)
Bureau of Treasury Management 0 0 0 0 0.00% 0.00 0 0 0 5
Circuit Court of Baltimore 0 0 0 0 0.00%) 0.00 0 0 0 5]
Citistat 0 0 0 0 0.00% 0.00 0 0 0 5
City Council 0 0 0 0 0.00%) 0.00 0 0 0 5]
Comm. of Hist & Arch Preservation 0 0 0 0 0.00% 0.00 0 0 0 5
Commission of the Aging 1 1 0 0 0.00% 0.40 0 1 2 5)
Community Comp Prog Hot Spot 0 0 0 0 0.00% 0.00 0 0 0 5
Community Relations Commission 0 0 0 0 0.00% 0.00 0 0 0 5
Community Services| 0 0 0 0 0.00% 0.00 0 0 0 5
Convention Center 0 0 0 0 0.00% 0.00 0 0 0 5
Coop Extension Service| 0 0 0 0 0.00% 0.00 0 0 0 5
Credit Union 0 0 0 0 0.00%) 0.00 0 0 0 5]
Department of Comptroller 0 0 0 0 0.00% 0.00 0 0 0 5
Department of Education 0 0 0 0 0.00% 0.00 0 0 0 5
Department of Finance| 1 3 0 0 0.00% 0.80] 0 3 4 5
Department of Heath 7 20, 2 3 50.00% 6.40 0 20 32 5]
Department of Housing & Comm. Dev 0 0 0 0 0.00% 0.00 0 0 0 5
Department of Law 0 1 0 0 0.00%) 0.20 0 1 1 5]
Department of Personnel 0 0 0 0 0.00% 0.00 0 0 0 5
Department of Planning 0 1 1 0 -100.00% 0.40 0 1 2 5
Department of Public Works| 4 9 1 3 200.00% 3.40 0 9 17 5
Department of Rec and Parks| 0 0 0 0 0.00% 0.00 0 0 0 5
Department of Zoning 0 0 0 0 0.00% 0.00 0 0 0 5
Domestic Violence Coord Counsel 0 0 0 0 0.00%) 0.00 0 0 0 5]
Employee Retirement System 0 0 0 0 0.00% 0.00 0 0 0 5
Empower Baltimore Mgmt Corp 0 0 0 0 0.00% 0.00 0 0 0 5)
Enoch Pratt Free Library 0 0 0 0 0.00% 0.00 0 0 0 5
Fire Department 0 1 0 0 0.00%) 0.20 0 1 1 5]
Housing Authority Batimore City 0 0 0 0 0.00% 0.00 0 0 0 5
Labor Commission 0 0 0 0 0.00%) 0.00 0 0 0 5]
Legidative Reference) 0 0 0 0 0.00% 0.00 0 0 0 5
Liguor License Commission 0 0 0 0 0.00% 0.00 0 0 0 5)
Mayor's Advise Comm. Art & Cult 0 0 0 0 0.00% 0.00 0 0 0 5
Mayor's Office 1 2 0 0 0.00%) 0.60 0 2 3 5]
Mayor's Office of Cable & Comm. 0 0 0 0 0.00% 0.00 0 0 0 5
Mayor's Office of Child, Y outh, Fam 0 0 0 0 0.00% 0.00 0 0 0 5
Mayor's Office of Information Tech 2 6 1 1 0.00% 2.00 0 6 10 5
Mayor's Office of State Relations 0 0 0 0 0.00% 0.00 0 0 0 5
Mayor's Office on Criminal Justice 0 1 0 0 0.00% 0.20 0 1 1 5
Municipal Post Office| 0 0 0 0 0.00%) 0.00 0 0 0 5]
Municipal Telephone Exchange| 0 0 0 0 0.00% 0.00 0 0 0 5
Museum of Art 0 0 0 0 0.00%) 0.00 0 0 0 5]
Parking Authority 0 0 0 0 0.00% 0.00 0 0 0 5
Police Department 0 0 0 0 0.00%) 0.00 0 0 0 5]
Print Shop| 0 0 0 0 0.00% 0.00 0 0 0 5
Real Estate| 0 0 0 0 0.00%) 0.00 0 0 0 5]
RISK 0 0 0 0 0.00% 0.00 0 0 0 5
Sheriff's Department 1 9 0 0 0.00%) 2.00 0 9 10 5]
State's Attorney Officel 0 0 0 0 0.00% 0.00 0 0 0 5
Supervisor of Elections| 0 0 0 0 0.00% 0.00 0 0 0 5
Systems and Programming 0 0 0 0 0.00% 0.00 0 0 0 5
Transfer Tax 0 0 0 0 0.00%) 0.00 0 0 0 5]
Wage Commission 0 0 0 0 0.00% 0.00 0 0 0 5
War Memorial Commission| 0 0 0 0 0.00% 0.00 0 0 0 5
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Volume 1 Number 1 MOIT
BALTIMORE
CITISTAT MAYOR'S OFFICE OF INFORMATION TECHNOL OGY
REPORTING PERIOD: September 1, 2001 through September 14, 2001
Average Resolution Time by Agency
TwO-WEEK REPORTING PERIODS YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Avg Resolution Time 2.46 1.65 3.25 1.61 -50.29% 2.31 161 3.25 N/A 5
Accounting 2.50 0.00 0.00 0.04 1.05 0.00 2.70 N/A 5
Audits| 0.00 0.00 0.00 11.92 2.38 0.00 11.92 N/A 5
Baltimore City Arena 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Baltimore City College]| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Baltimore City Zoo| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Baltimore Devel opment Corporation 2.80 0.00 0.00 0.82 1.20 0.00 2.80 N/A 5
Baltimore Reads 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Bureau of Accounting & Payroll 2.30 1.30 0.00 0.00 0.00% 1.18 0.00 2.30 N/A 5
Bureau of Budget & Mgmt Research 0.00 0.00 0.00 1.05 0.21) 0.00 1.05 N/A 5
Bureau of Collections 0.00 0.00 0.00 0.01 0.52 0.00 2.60 N/A 5
Bureau of Purchasing 2.50 0.81 0.70 3.93 461.43% 2.09 0.70 3.93 N/A 5
Bureau of Treasury Management 0.00 0.00 2.63 0.00 -100.00% 0.53 0.00 2.63 N/A 5
Circuit Court of Baltimore| 4.20 0.00 0.00 0.00 0.00% 1.32 0.00 4.20 N/A 5
Citistat 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
City Council 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Comm. of Hist & Arch Preservation 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Commission of the Aging 0.00 0.00 13.11 0.01 -99.92% 2.62 0.00 13.11 N/A 5
Community Comp Prog Hot Spot 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Community Relations Commission 0.00 0.00 0.00 0.00 0.00% 0.56 0.00 2.80 N/A 5)
Community Services| 0.00 0.00 0.00 0.00 0.00% 0.42 0.00 2.10 N/A 5
Convention Center 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Coop Extension Service| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Credit Union 0.00 0.00 0.00 0.00 0.00% 0.56] 0.00 2.80 N/A 5
Department of Comptroller 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Department of Education 0.00 0.00 0.00 0.00 0.00% 0.56] 0.00 2.80 N/A 5
Department of Finance| 2.30 1.60 5.62 8.40 49.47% 4.06 1.60 8.40 N/A 5
Department of Heath 2.40 1.80 4.16 5.39 29.57% 3.33 1.80 5.39 N/A 5
Department of Housing & Comm. Dev 3.20 0.00 0.00 0.00 0.00% 0.64 0.00 3.20 N/A 5
Department of Law 2.40 1.60 8.97 10.98 22.41% 5.31 1.60 10.98 N/A 5
Department of Personnel 0.00 0.00 0.00 0.00 0.00% 0.54 0.00 2.70 N/A 5
Department of Planning 2.10 1.30 7.45 0.95 -87.25% 2.82 0.95 7.45 N/A 5
Department of Public Works| 2.80 240 3.33 0.36 -89.19% 242 0.36 3.33 N/A 5
Department of Rec and Parks| 0.00 0.00 0.00 0.01 0.00 0.00 0.01 N/A 5
Department of Zoning 2.60 0.75 0.13 8.20 6207.69% 2.90 0.13 8.20 N/A 5
Domestic Violence Coord Counsel 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Employee Retirement System 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Empower Baltimore Mgmt Corp 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Enoch Pratt Free Library 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Fire Department 0.00 0.00 0.00 0.02 0.56] 0.00 2.80 N/A 5
Housing Authority Batimore City 0.00 0.00 0.00 0.00 0.00% 0.42 0.00 2.10 N/A 5
Labor Commission 2.60 0.00 0.04 0.00 -100.00% 1.01 0.00 2.60 N/A 5
Legidative Reference) 2.70 0.00 0.00 0.00 0.00% 0.54 0.00 2.70 N/A 5
Liguor License Commission 2.90 0.00 0.00 0.00 0.00% 0.58 0.00 2.90 N/A 5
Mayor's Advise Comm. Art & Cult 0.00 0.00 0.00 0.00 0.00% 0.46 0.00 2.30 N/A 5
Mayor's Office| 2.30 1.70 1.19 0.68 -42.86% 1.71 0.68 2.70 N/A 5
Mayor's Office of Cable & Comm. 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Mayor's Office of Child, Y outh, Fam 2.60 0.00 0.50 1.70 240.00% 0.96) 0.00 2.60 N/A 5
Mayor's Office of Information Tech 2.00 1.90 4.45 6.58 47.87% 3.45 1.90 6.58 N/A 5
Mayor's Office of State Relations| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Mayor's Office on Criminal Justice 0.00 1.19 1.46 0.90 -38.36% 1.29 0.00 2.90 N/A 5
Municipal Post Office] 0.00 0.00 0.00 0.00 0.00% 0.44 0.00 2.20 N/A 5
Municipal Telephone Exchange| 0.00 0.00 0.00 15.06 3.01 0.00 15.06 N/A 5
Museum of Art 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Parking Authority 3.83 0.00 2.18 12.45 471.10% 4.37 0.00 12.45 N/A 5
Police Department 0.00 0.00 0.00 0.09 0.02 0.00 0.09 N/A 5
Print Shop| 0.00 0.00 0.00 0.00 0.00% 0.48 0.00 2.40 N/A 5
Redl Estate) 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
RISK 0.00 0.00 0.00 0.08 0.60 0.00 2.90 N/A 5
Sheriff's Department 3.94 1.90 12.83 12.25 -4.52% 6.66) 1.90 12.83 N/A 5
State's Attorney Officel 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Supervisor of Elections| 0.00 0.00 0.03 0.97 3133.33% 0.20 0.00 0.97 N/A 5
Systems and Programming 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Transfer Tax 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Wage Commission 2.80 0.00 0.00 0.00 0.00% 1.12 0.00 2.80 N/A 5
War Memorial Commission| 0.00 0.00 0.00 0.00 0.00% 0.52 0.00 2.60 N/A 5
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BALTIMORE
CITISTAT MAYOR'S OFFICE OF INFORMATION TECHNOLOGY
REPORTING PERIOD: September 1, 2001 through September 14, 2001
Average TimeOpen
TwO-WEEK REPORTING PERIODS _ YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Average Time Open 0.00 0.00 5.55 7.07 27.40% 6.31 5.55 7.07 N/A p
Accounting 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Audits| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Baltimore City Arenal 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Baltimore City College| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A p
Baltimore City Zoo 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Baltimore Development Corporation 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2|
Baltimore Reads 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Bureau of Accounting & Payroll 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A p
Bureau of Budget & Mgmt Research 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Bureau of Collections 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A p
Bureau of Purchasing 0.00 0.00 1.22) 1.59 30.33% 1.41) 1.22 1.59 N/A 2
Bureau of Treasury Management 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Circuit Court of Baltimore| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Citistat 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A p
City Council 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Comm. of Hist & Arch Preservation 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Commission of the Aging 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Community Comp Prog Hot Spot 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Community Relations Commission 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Community Services| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Convention Center 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Coop Extension Service| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Credit Union 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Department of Comptroller 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Department of Education 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Department of Finance| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Department of Heath 0.00 0.00 10.03 8.85 -11.76% 9.44 8.85 10.03 N/A 2
Department of Housing & Comm. Dev 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Department of Law 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Department of Personnel 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Department of Planning 0.00 0.00 12.01 0.00 -100.00% 6.01 0.00 12.01 N/A 2
Department of Public Works| 0.00 0.00 0.00 2.26 113 0.00 2.26 N/A 2|
Department of Rec and Parks| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Domestic Violence Coord Counsel 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Employee Retirement System 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Empower Baltimore Mgmt Corp| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Enoch Pratt Free Library 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Fire Department 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Housing Authority Batimore City 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Labor Commission 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Legidative Reference) 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Liguor License Commission 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2|
Mayor's Advise Comm. Art & Cult 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Mayor's Office 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Mayor's Office of Cable & Comm. 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Mayor's Office of Child, Youth, Fam 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Mayor's Office of Information Tech 0.00 0.00 0.00 21.63 10.82 0.00 21.63 N/A 2
Mayor's Office of State Relations| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Mayor's Office on Criminal Justice 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Municipal Post Office| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Municipal Telephone Exchange| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Museum of Art 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A p
Parking Authority 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Police Department 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Print Shop| 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Real Estate| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
RISK 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Sheriff's Department 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
State's Attorney Officel 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Supervisor of Elections| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Systems and Programming 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
Transfer Tax 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Wage Commission 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 2
War Memorial Commission| 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
Zoning 0.00 0.00 0.00 0.00 0.00%) 0.00 0.00 0.00 N/A 2|
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System Availability
ONE-MONTH REPORTING PERIODS _ YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Overall System Availability 99.99% 99.99% 100.00% 99.94% -0.06% 99.98% 99.94% 100.00% N/A 5
Enterprise Email 99.98% 100.00% 100.00% 100.00% 0.00% 100.00% 99.98% 100.00% N/A 5
Enterprise Network|  100.00% 100.00% 100.00% 100.00% 0.00% 100.00% 100.00% 100.00% N/A 5
Enterprise Internet|  100.00% 99.98% 100.00% 99.90% -0.10% 99.98% 99.90% 100.00% N/A 5
CitiTrack-ASP 0.00% 0.00% 100.00% 99.85% -0.15% 99.93% 99.85% 100.00% N/A 2
Survey Results
5=Very Satisfied 3=Satisfied 1=Very Dissatisfied
Two-WEEK REPORTING PERIODS * YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Total Surveys Completed 0 0 25 28 12.00% 27 25 28 53 2
Average Rating 0.00 0.00 3.47 4.52 30.26% 4.00 3.47 4.52 N/A 2
Courteous and professional 0.00 0.00 3.63 4.61 27.00% 4,12 3.63 4.61 N/A 2
Resolution 0.00 0.00 3.49 4.52 29.51% 4.01 3.49 4.52 N/A 2
Timeliness 0.00 0.00 3.44 4.49 30.52% 3.97 3.44 4.49 N/A 2
Satisfaction 0.00 0.00 3.32 4.46 34.34% 3.89 3.32 4.46 N/A 2
Total Mailboxes
TwoO-WEEK REPORTING PERIODS YEAR-TO-DATE
07/21-08/03 | 08/04-08/17 | 08/18-08/31 | 09/01-09/14 | % Change Average Minimum Maximum Total Periods
Total Mailboxes 0 7230 7727 7729 0.03% 7,562.0 7,230 7,729 N/A 3
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